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INTRODUCTION

The exam for Transportation Customer Representative 1 & 2 Field has been devel oped
based on knowledge and skills that will be needed to successfully perform the duties of
a Transportation Customer Representative 1 Field or 2 Field.

The Department of Transportation, Bureau of Field Services, has prepared this booklet
to give candidates the opportunity to prepare for the exam.

Many people have never taken a Transportation Customer Representative 1 & 2 Field
exam, or may have taken an exam that is different than this one. Most people tend to be
fearful of and worried by the unknown. This booklet isintended to inform you about
the form and style of the Transportation Customer Representative 1 & 2 Field
examination.

By studying this booklet, you can familiarize yourself with the instructions for taking
the exam and the types of questions asked. After studying this booklet, you should be
more relaxed about the exam and should be able to concentrate all your efforts on it
without worrying about what types of questions you will be asked.

This booklet contains the test instructions (including the Applicant Identification Sheet
and Answer Sheet), some suggestions about taking exams, information about typical
question formats, and sample questions.



EXAMINATION TAKING TIPS
Before the Exam

Carefully read the job announcement. The skills and knowledge listed in the
announcement are the areas which will be covered on the exam.

Complete an application form. You will need to take it with you to the exam
center.

Make sure you have at least two #2 pencils, sharpened.

Bring aform of positive identification. It must contain your signature and
preferably your photo (e.g. driver’slicense, a credit card with your signature, any
other photo identification with your signature). Y ou will need thisto be admitted
to the exam.

Get a good nights rest before the exam.

Relax before the exam. Try not to worry about the exam.

Allow adequate time to get to the place where the exam will be given, well before
the starting time. Parking may be a problem.

Wear comfortable clothing.

During the Exam

When you arrive at the exam site: sit down, relax and organize the materials you
brought with you (pencils, erasers, etc.)

Listen carefully to the instructions given by the proctor.
Carefully complete preliminary form (example on page 11).

When you are told to begin, read the instructions that precede the exam and any
specialized instructions that precede a section of the exam.



Plan to go through the exam twice. The first time through, answer the questions
you know. If you skip questions, be sure to skip the corresponding answer
spaces. The second time through, answer all remaining questions.

DO NQOT leave any unanswered questions. Thereisno penalty for guessing. Itis
better to guess than to leave answers blank.

Read the entire question and all of the alternatives before selecting your answer.

Questions are not intended to be “tricky”. The wrong answers are intended to be
wrong. Sometimes you may feel that if an answer istoo easy and too obvious,
there must be a hidden meaning. Do not look for tricks and miss the right answer.

Take timeto be careful. You will have approximately 3¥2 hours to take the exam.
The timeis sufficient for most candidates to finish the exam. However, itisa
good ideato check your time regularly and pace yourself. Spending too much
time on some questions may cause you to run out of time.

Be careful when marking the answer on the machine scored answer sheet. Itis
easy to make a mistake and blacken the wrong circle. For example, the test taker
knows the answer is‘A’ but marks ‘B’ on the answer sheet due to carel essness or
hurrying.

Rushing may cause you to make mistakes.

Think positively; believe in yourself and your ability to do well on the exam.



STANDARD MULTIPLE CHOICE
QUESTION FORMAT

The questions in the exam are written in a multiple-choice format.

The statement describes the task you must do to answer the question. Y our first step
should be to read the statement and to understand the task your question involves. Y our
goal isto identify the “best answer” or the “most advisable course of action”.

After you understand the statement and what is being asked in the question, then read
each choice. Select the one that you believe is most likely to be the best answer and
record it on the answer sheet. Studies show that careless recording of selected answers
can be amajor source of lower scores.

Asyou read the exam items, you should look for the single best answer from those
choices available. You may think of adifferent, better alternative, not listed; however,
In the examination, you should select the best answer from the available choices.

If you have no idea which of the choicesis best, then perhaps you might want to
postpone answering until you have gone through the rest of the questions. If you are
still not sure at that time, then you should make a guess.



SKILLSAND KNOWLEDGE AREAS

Following is ageneral discussion of severa types of questions which you might find on
the TCR exam. Do not memorize these examples, as they will not appear on the actual
Transportation Customer Representative 1 & 2 - Field exam.

Customer Service Questions
These questions require an awareness of how to deal effectively with peoplein a
variety of typical motor vehicle customer service-related situations. Giving
traffic law and sign recognition tests, taking photos of driver license customers,
Issuing driving instruction permits, driver licenses, motor vehicle registrations,
titles and license plates are all examples of activitiesinvolving the Transportation
Customer Representative 1 & 2 - Field and the public. A candidate who has
sensitivity when dealing with people should be able to select the correct answers
to these questions without possessing any special motor vehicle knowledge or
experience.

EXAMPLE:

Situation: Asan employee, you encounter a customer who becomes very verbal and
disagreeable as you begin to inform the customer that you cannot process his application.

1. Apologize and ask to assist the next personin line.

2. Recite the written procedure which does not allow you to process the application.

3. Explain why the application cannot be processed, apologize for any inconvenience, and
offer any alternatives that may exist.

4. Tdl the customer heis creating a disturbance and must leave immediately.

1. What isthe best action you could take in this situation?
al
b. 2
c.3
d. 4

The correct answer is; ¢ L. B @O

2. What isthe worst action you could take in this situation?
al
b. 2
c.3
d. 4

The correct answer is. d 2. @ @ .




Math Skills Questions

These questions are designed to test your ability to perform basic math
computations such as addition, subtraction, multiplication and division.

EXAMPLE:

1. If station “A” processes 1000 applications per day, station “B” processes 750 applications
per day, station “C” processes 900 applications per day, station “D” processes 800
applications per day, what percentage of the total applications were processed by station

“C"?
a 38 %
b. 21 %
C. 45 %
d. 26 %

The correct answer is: d. INERCICK )

2. Therenewal feefor acar is $45 annually, for atruck the fee is $60 annually,
for amotorcycle the feeis $25 annually. A company owns 4 cars, 8 trucks
and 2 motorcycles. What will it cost the company for renewal feeson al
of its vehicles annually?

a $610
b. $685
c. $710
d. $750

Thecorrectansweris ¢ 2. (@ (O @ @




Making Change Questions

These questions may test your skills at making correct change from various

denominations of money submitted for fees.

EXAMPLE:
CUSTOMER MONEY YOU AMOUNT OWED BY
NUMBER RECEIVE CUSTOMER

A $20, $10, $1 $21.50

B $50, $10, $5, 25¢ $62.21

C $20, $20, $20 $54.51

1. The correct change for customer A is:

1-$54-%1,2-25¢
. 1-$5,2-%$1,1-25¢
. 4-8%1,2-25¢

. 2-%$51-%1,1-25¢

The correct answer is: a 1. ‘@@ @

2. The correct change for customer B is:

a2-%$1,4-1¢
b. 3-%$1,4-1¢
c. 1-$51-5¢
d 3-%1,1-1¢

The correct answer is. b 2. @ . @ @

3. The correct change for customer C is:

1-$10,1-$5,1-25¢,2-10¢,4-1¢
3 b $10 4-%$1,1-25¢ 2-10¢,4-1¢
. 1-$5,1-25¢,2-10¢,4-1¢
. 4-%1,2-25¢,2-10¢,4-1¢

o0 oo

Thecorrectansweris ¢ 3. (3 (b @@




Reading Comprehension Questions

There are some questions in the test which involve interpreting and/or
comprehending reading material. The exam statement in each of these questions
starts with atext of reading material. Thisisfollowed by a question which asks
you to interpret the text or to draw a conclusion fromit. You should answer the
guestion based solely on information contained in the text. No training or
experience in motor vehicle laws is needed to answer these questions. The
answer is contained in the text which is given.

In answering the reading comprehension questions, first read the text carefully
and thoroughly so that you understand what it means and can interpret it.

Next, read the question following the text and identify what information is
required to answer the question. If necessary, look back at the text so you
understand exactly what the text saysin regard to the question.

Then read each of the choices. Decide which choice is the best answer; that is,
which choice, in your judgment, is clearly in agreement with the text. Record it
on the answer shest.

NOTE: Although you may think you know that a certain choiceis the best
answer on the basis of your past experience, you must base your answer on what
it saysin the text rather than on your outside knowledge. The text controls the
choice of answers even though you may not agree with the text. The following
are some accepted techniques to use on reading comprehension questions.

* Read the text for the main idea.
* Notethe significant phrases and ideas.

» Look out for words that change or qualify the meaning of a question or
statement: for example; not, aways, never, sometimes, maybe, perhaps, etc.

e Base your answers on the text presented in the examination, not on your
persona knowledge or views.



EXAMPLE:

Every employment agent shall keep aregister or registers, approved by the Secretary, in
which shall be entered, in the English language, the date of any application for employment,
the name and address of the applicant, the amount of the fee received, and whenever
possible, the names and addresses of former employers or persons to whom such applicant is
known, and the final disposition of the applicant’s case, and in case of applicants under
twenty-one years of age for employment, the age of the applicants and the names and
addresses of parents or guardians; asimilar record of all applications of employers seeking
employees, the date of such application, the kind of help required, the names of the persons
sent, the record of the ones so sent, if any, who were employed as a result thereof, the
amount of the fee received, and the rate of wages agreed upon.

It shall be the duty of the employment agent, whenever possible, to communicate, orally or
in writing, with at least one of the persons mentioned as references by any applicant for
work in private families, or to be employed in atrustee capacity, and the result of such
investigation shall be kept on file in such agency: Provided, that if the applicant for help
voluntarily waives, in writing, such investigation of references, the employment agent shall
not be required to do so.

Of the following titles for the preceding regulation, the best one would be:

employment agent records.
reference requirements.
name and addressfiles.
clearance procedures.

op oW

1 2 3 4
The correct answer is. a. 1. ‘@@ @
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Matching/Accuracy Questions

Working as a Transportation Customer Representative Field requires accurate
entry of information to computer records.

These questions are designed to test your ability to convert and compare
information for accuracy. Compare the information in the source document
with the information on the computer screen section.

EXAMPLE:

Sour ce document:

NAME: Naomi Johnsen

ADDRESS: 47850 N. Wilson Street
Sullivan, WI 63548

EXP: 08/24/2004

ID#: 45690327812H

Computer Screen

ID # 1. 45660327812H
EXP: 2. 08/24/2003
Name: Naomi Johnson

Address: 47850 W. Wilson Street
Sullivan, WI 63548

How many errors are there between the two sources of information?
a

b wWNPEF

b
C.
d.
e.

The correct answer is. d. 1. @ @@ . @
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SAMPLE FORMS

On the next page are samples of forms you will be asked to fill out at the
exam center.
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INSTRUCTIONS FOR USE OF BROWN ANSWER SHEET

IMPORTANT: Read these instructions thoroughly before taking this examination.

1. Read each question and its | ettered answers. Choose the ONE best answer or
phrase that correctly answers the question and blacken the corresponding circle

ON THE ANSWER SHEET.
2. Thefollowing sample question is provided to help you understand the answering
procedure.
TEST BOOKLET ANSWER SHEET
1- Madison is the capital of
1 2 ! 4 5
a llnois
. Michigan A
s Minnesofa 1. |$| L___:l f"E' . i@
d Wisconsin

Since"d" isthe correct choice, the circle containing "d" is blackened.

3. Besurethat the question number on the answer sheet matches the question
number in the booklet.

4. Thisexamination will be machine scored. In order to do this, the questions must
be answered with an ordinary No.2 pencil. If you did not bring a No.2 pencil with
you, ask the proctor for one.

5. IMPORTANT: Make your marks HEAVY, BLACK. and completely fill in the
circle. ERASE COMPLETELY any answers you wish to change. There should
not be any stray marks on your answer sheet.

6. NOTE: The questionsin this examination are numbered in order, beginning with
the number 1. If any questions are missing from your booklet, be sure to tell the
proctor. This booklet should contain ____ questionson ____ pages.

7. REMEMBER: SELECT ONLY ONE ANSWER FOR EACH QUESTION.

8. When instructed to begin, you are to complete your examination within the time
limit specified on the cover of this exam booklet. Y ou may turn in your
examination materials as soon as you have completed the examination. Raise
your hand if you have a question during the course of the examination; a proctor
isavailableto help you.
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For a State Application, please go to this website:
http://der.state.wi.us/stati c/pdf/application.pdf

For the Veterans Preference Supplement form, please go to this website:
http://der.state.wi.us/static/pdf/vetsupp. pdf
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